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ABSTRACT

In public hospitals the services quality has become an imperative in providing
satisfaction because delivering services quality directly affected the patients’

perception. The public sector should ensure patients receive the best services in
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hospitals. Though there has been an attempt to improve the situation it seems not
much has been achieved in raising the quality of service in public sector and this is
compounded by limited information on the factors that ail the delivery of service
quality in the public hospital. Therefore, this research was conducted to know
perception of patients about the services quality of public hospital in Lahore
Pakistan. The study used a descriptive survey approach in collecting data from the
respondents. The number of the respondents was 100 and the respondent was
patients. Through convenient sampling the data is collected. A questionnaire was
used to collect the data from primary sources. Quantitative technique was used to
analyzed the data. For this purpose, ‘SERVQUAL’ instrument was used to measure
the service quality delivered by the hospital. Findings show that all the factors
discussed in the thesis affect the patients’ perception but the result of infrastructure
is the highest which means that infrastructure of the hospitals are positively
associated with the perception of patients, but management of hospitals need to
work on trustworthiness because of negative perception of patients.

INTRODUCTION
Quality has become an important icon for the

customer services provider and manufacturer in this
era. With the passage of time services sector is
rising quickly around the world (Irfan & Ijaz, 2011;
Khalil, Asad, & Khan, 2018). All the services sector
are trying to provide the best services to their
customers make happy (Asad, Haider, & Fatima,
2018; Asad, Asif, Bakar, & Sheikh, 2021; Fatima &
Asad, 2018). Providing best services to customers is
in the result of to make customer loyal cut or
reduction in cost, increase profitability, strong
financial performance and take competitive edge
(Amir & Asad, 2018; Asad, 2020; Asad, Shabbir,
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Salman, Haider, & Ahmad, 2018; Haider, Asad, &
Aziz, 2015).

Quality has become important for customers
while selecting a service or product and at the same
time organizations are making efforts to provide
quality products or services as per customers’ needs
and wants (Alghamdi, 2014; Alateyah, Crowder, &
Wills, 2014; Haider, Asad, & Fatima, 2017).
Quality has been considered as strategic
advantage for the organizations to gain success and
to sustain in the business world (Zerei, Kohan, &
Puragha, 2015; Zuhaib , Wenyuan, Sulaiman,
Siddiqu, & Qalati, 2022).
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Services sector play a vital role in maintaining
and developing the human capital and achieve
national objective (Allam Z. , Asad, Ali, & Ali,
2021; Asad, Muhammad, Rasheed, Chethiyar, &
Ali, 2020). Services industry has become a highly
competitive and fast growing industry (Asad,
Ahmad, Haider, & Salman, 2018). Now customers
are considered the high key performance evaluator
in every industry and play a vital role to measuring
the quality of any product and services (Kanwal, N,
& Janjua, 2014; Asad, Asif, Allam, & Sheikh, 2021;
Kashif, et al., 2020).

In many countries the manufacturing sector in
both local and international market are gaining
outstanding success by implementing the principle
of management quality around the world (Asad ,
Haider , Akhtar , & Javaid , 2011; Asad, Altaf,
Israr, & Khan, 2020; Asad, Asif, Allam, & Sheikh,
2021; Asif, Asad, Bhutta, & Khan, 2021). The
quality of product can easily be measured because
of its tangible nature whereas the services are
intangible so it’s difficult to measure the quality and
its quality highly depend on the
expectation and perception (Irfan & Ijaz, 2011;
Amir & Asad, 2018; Asif, Asad, Kashif, & Hagq,
2021).

To assess the patient’s satisfaction with valid

customer

and reliable tool regularly is necessary to increase
the services quality by implementing the regulation
according to the expectation of patients. (Ozlu &
Uzun, 2015; Alkhuzaie & Asad, 2018).

In economy world the services sector has
become more important. Services sector represent
73, 2% internal product in European Union
according to European commission (2012). A long
time the relationship has been built between
services quality and customer satisfaction. Services
quality is a strong tool to gain competitive
advantage in this era (Martins, Carvalho, & Ramos,
2015; Ozlu & Uzun, 2015).

Literature Review

Quality Service

Quality has become an important icon for the
customer services provider and manufacturer in this
era with the passage of time services sector is rising
quickly around the world (Kanwal, N, & Janjua,
2014; Asad, Altaf, Israr, & Khan, 2020; Asad,
Sharif, & Alekam, 2016). All the services sector are
trying to provide the best services to their customers
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make happy (Asad, Asif, Bakar, & Sheikh, 2021;
Allam Z. , Asad, Ali, & Malik, 2022). Providing
best services to customers is in the result of to make
customer loyal cut or reduction in cost, increase
profitability, strong financial performance and take
competitive edge (Amir & Asad, 2018; Asad &
Sharif, 2016; Asad, Asif, Khan, Allam, & Satar,
2022).

Quality has become important for customers
while selecting a service or product and at the same
time organizations are making efforts to provide
quality products or services as per customers’ needs
and wants (Asad, 2020; Asad & Abid, 2018; Asad,
Haider, & Fatima, 2018; Almansour, Asad, &
Shahzad, 2016). Quality has been considered as a
strategic advantage for the organizations to gain
success and to sustain in the business world (Sabir,
et al., 2014; Asad, Chethiyar, & Ali, 2020).

Services sector play a vital role in maintaining
and developing the human capital and achieve
national objective (Asad , Haider , Akhtar , &
Javaid , 2011; Zerei, Kohan, & Puragha, 2015;
Alghamdi, 2014). Services industry has become a
highly competitive and fast growing industry. Now
customers are considered the high key performance
evaluator in every industry and play a vital role to
measuring the quality of any product and services
(Sattar, Alarifi, & Asad, 2021; Asad, et al., 2021;
Hammami , Ahmed , Johny, & Sulaiman, 2021;
Asad & Qadeer, 2014).

In many countries the manufacturing sector in
both local and international market are gaining
outstanding success by implementing the principle
of management quality around the world (Asad ,
Haider , Akhtar , & Javaid , 2011; Asad, Chethiyar,
& Ali, 2020). The quality of product can easily be
measured because of its tangible nature whereas the
services are intangible so it’s difficult to measure
the quality and its quality highly depend on the
customer expectation and perception. (Irfan & Ijaz,
2011; Alkhuzaie & Asad, 2018; Asif, Asad, Kashif,
& Hagq, 2021). To assess the patient’s satisfaction
with valid and reliable tool regularly is necessary to
increase the services quality by implementing the
regulation according to the expectation of patients.
(Ozlu & Uzun, 2015; Asad, 2020; Asad, 2011).

In economy world the services sector has
become more important. Services sector represent
73, 2% internal product in European Union
according to European commission (2012). Before



Journal of Mental Health and Social Rehabilitation

long time the relationship has been built between
services quality and customer satisfaction
(Alghamdi, 2014; Asad, 2020; Amir & Asad, 2018;
Asad, Asif, Bakar, & Altaf, 2021). Services quality
is a strong tool to gain competitive advantage in this
era (Martins, Carvalho, & Ramos, 2015; Amir &
Asad, 2018).

METHODS
The study was

satisfaction of patients with services quality of
public hospital.

conducted to view the

a. Descriptive research was carried out in order
to view the satisfaction of patients.

b. Survey research was conducted in which
questionnaires were asked.

c. The study is based on primary data collected.

d. Quantitative Methods were used to collect and
interpret data.

e. Deductive approach is used in this study.

The study was conducted within Lahore
because of limited time and resources. The
population of this study was public hospitals of
Lahore. The target population was patients of public
hospital. Non probability convenience sampling
technique is used for this research. Questionnaire
was used as a research instrument based on five
Likert scale in which responses were quantified as a
5 for strongly agree; 4 for agree; 3 for neutral; 2 for
disagree; and 1 for strongly disagree to check the
patient’s satisfaction (Asad, Asif, Allam, & Sheikh,
2021; Asad, Sharif, & ALekam, 2016; Asad, Sharif,
& Hafeez, 2016; Haider S. H., Asad, Fatima, &
Atiq, 2017).

Taking mean score 3.0 as the cut point, mean
scores above 3.0 were taken as representing the
satisfaction of patients whereas mean scores 3.0 and
below were taken as dissatisfaction of patients.
Survey research was conducted to collect the data
from patients. Descriptive analysis was used to
analyze the data. The dependent variable for this
study which also state as an outcome variable is
patient’s satisfaction with quality of services
received at public hospitals.

It measured the satisfaction of patients with
equipment neat and clean bed rooms washrooms
visually cleanliness and employee’s dress up
properly. It measured the satisfaction of patients
through polite behavior at the time of admission,

error free services, and pleasantly discharge
procedure
RESULTS AND DISCUSSION

Gender Wise distribution of Respondents
Table 1. Gender distribution

GENDER FREQUENCY PERCENT %
MALE 30 30.0
FEMALE 70 70.0
Total 100 100.0

Table showed that in this study 100
respondents participated out of which male

respondents were 30 and female 70 so majority of
the respondents were female. Qualification Wise
distribution of Respondents.

Table 2. Qualification Respondents

QUALIFICATION | FREQUENCY PERCENT %
Metric 27 27.0
Intermediate 13 13.0

Graduate 3 3.0

Masters 15 15.0

Others 42 42.0

Total 100 100.0

Table showed that in the study 27 (27.0%)
respondents from metric 13 (13.0%) from
intermediate, 3 (3.0%) from graduation 15(15.0)
from master and 42(42.0) from others qualification.
So the majority of respondent were from other
qualification Program.

Table 3. Age Wise distribution of Respondents

AGE FREQUENCY PERCENT %
20-25 26 26.0

26-30 3 3.0

31-35 10 10.0

36-40 12 12.0

41-45 13 13.0

46-50 11 11.0

51-above 25 25.0

Total 100 100.0

Table showed that 26(26%) respondents were
relating to age between “20-25” and 3 (3%)
respondent was relating to age between “26-30, 10
(10%) respondents were relating to age between
“31-35” 12 (12%) relating to age
group”36-40” and 13 (13%) respondent was relating
to age between “41-45”, and 11(11%) respondent
was relating to age between “45-507, and 25 (25%)
respondent was relating to age between “51-

whereas
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Above”. So majority of respondents were relating to
age between “51-Above”.

Table 4. Hospital has modern looking equipment.

Table 7. Employees are dressed properly

LEVEL OF
AGREEMENT N PERCENT %
Strongly Disagree 8 8.0
Disagree 8 8.0
Partially Agree 11 11.0
Agree 38 38.0
Strongly Agree 35 35.0
Total 100 100.0
Table showed 8(8%) respondents were

strongly disagreeing with the above mentioned
statement, 8 (8%) were disagree, 11 (11%) were
partially agree, 38 (38%) were agree, 35 (35%) are
strongly agree with the statement so majority of
respondents were agreeing with this statement.

LEVEL OF
AGREEMENT N PERCENT %
Strongly Disagree 8 8.0
Disagree 9.0
Partially Agree 34 34.0
Agree 34 34.0
Strongly Agree 25 25.0
Total 100 100.0
Table showed 8(8%) respondents were

strongly disagreeing with the above mentioned
statement, 9 (9%) were disagree, 34 (34%) were
partially agree, 24 (24%) were agree, 24 (24%)
were strongly agree with the statement so majority
of respondents were partially agreeing with this
statement.

Table 8. Patients are treated politely during

Table 5. Hospital has neat and clean rooms beds
and washrooms.
LEVEL OF AGREEMENT N PERCENT %
Strongly Disagree 7 7.0
Disagree 8 8.0
Partially Agree 13 13.0
Agree 33 33.0
Strongly Agree 39 39.0
Total 100 100.0
Table showed 7 (7%) respondents were

strongly disagreeing with the above mentioned
statement, 8 (8%) were disagree, 13 (13%) were
partially agree, 33 (33%) were agree, 39 (39%)
were strongly agree with the statement so majority
of respondents were strongly agreeing with this
statement.

Table 6. Hospital cleanliness is visually appealing

admission procedure
LEVEL OF
PERCENT ¢

AGREEMENT N CENT %
Strongly Disagree 8 8.0
Disagree 9.0
Partially Agree 28 28.0
Agree 37 37.0
Strongly Agree 18 18.0
Total 100 100.0

Table showed 8 (8%) respondents were

strongly disagreeing with the above mentioned
statement, 9(9%) were disagree, 28 (28%) were
partially agree, 37(37%) were agree, 18(18%) were
strongly agree with the statement so majority of
respondents were agreeing with this statement.

Table 9. [ have never found any complain about
this hospital

LEVEL OF

AGREEMENT N PERCENT %
Strongly Disagree 6 6.0

Disagree 7 7.0

Partially Agree 28 28.0

Agree 38 38.0

Strongly Agree 28 21.0

Total 100 100.0

LEVEL OF AGREEMENT N PERCENT %
Strongly Disagree 3 3.0
Disagree 10 10.0
Partially Agree 27 27.0
Agree 40 40.0
Strongly Agree 20 20.0
Total 100 100.0
Table showed 3(3%) respondents were

strongly disagreeing with the above mentioned
statement, 10 (10%) were disagree, 27 (27%) were
partially agree, 40 (40%) were agree, 20 (20%)
were strongly agree with the statement so majority
of respondents were agreeing with this statement.
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Table showed 6 (6%) respondents were
strongly disagreeing with the above mentioned
statement, 7 (7%) were disagree, 28 (28%) were
partially agree, 38 (38%) were agree, 21 (21%)
were strongly agree with the statement so majority
of respondents were agreeing with this statement.
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Table 10. [ am satisfied with the overall

performance of hospital

LEVEL OF
AGREEMENT N PERCENT %
Strongly Disagree 4 4.0
Disagree 43 43.0
Partially Agree 24 24.0
Agree 10 10.0
Strongly Agree 19 19.0
Total 100 100.0
Table showed 4 (4%) respondents were

strongly disagreeing with the above mentioned
statement, 43 (43%) were disagree, 24 (24%) were
partially agree, 10 (10%) were agree, 19(19%) were
strongly agree with the statement so majority of
respondents were disagreeing with this statement.

Showed 6 (6%) respondents were strongly
disagreeing with the above mentioned statement, 7
(7%) were disagree, 28 (28%) were partially agree,
38 (38%) were agree, 21 (21%) were strongly agree
with the statement so majority of respondents were
agreeing with this statement.

Table 11. [ am satisfied with the employee

Table
strongly disagreeing with the above mentioned
statement, 4 (4%) were disagree, 28 (28%) were
partially agree, 41 (41%) were agree, 18 (18%)
were strongly agree with the statement so majority
of respondents were agreeing with this statement.

showed 9 (9%) respondents were

Table 13. Mean and standard deviation of all
variables

STANDER
VARIABLES MEAN DEVIATION
?hyswal 37250 94582
infrastructure
Administration 3.4933 199096
procedure
Satisfaction 3.5900 92763

cooperation
LEVEL OF
PERCENT ¢

AGREEMENT N CENT %
Strongly Disagree 8 8.0
Disagree 6 6.0
Partially Agree 39 39.0
Agree 20 20.0
Strongly Agree 27 27.0
Total 100 100.0

Table showed 8(8%) respondents were

strongly disagreeing with the above mentioned
statement, 6 (6%) were disagree, 39 (39%) were
partially agree, 20 (20%) were agree, 27 (27%)
were strongly agree with the statement so majority
of respondents were partially agreeing with this
statement.

Table 12. Attendants are treated well in hospital

LEVEL OF

AGREEMENT N PERCENT %
Strongly Disagree 9 9.0

Disagree 4 4.0

Partially Agree 28 28.0

Agree 41 41.0

Strongly Agree 18 18.0

Total 100 100.0
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The (Picture I) showed the mean score indicate the
current status of services quality of public hospital
and it seems to be acceptable for the patients.
Among the services quality’s dimension,
trustworthiness score the lowest
(mean=3.3667) than other dimensions and physical
infrastructure achieves high score (mean=3.7250)

but it was still less than 5 (strongly agree).

was

CONCLUSION
The primary purpose of the present study was

to study measuring the services quality of public
hospital in Lahore. In this study considered four
major factors which represented most of the service
quality factor practices in the hospital. The study
reveals that all service quality dimensions exercised
in the two hospital of Pakistan. The present study
population of patient of hospital of Pakistan. The
sample size of the study was 384 patients of
hospitals of Pakistan.

The presented the
theoretical evidence from past studies with regard to

literature review has
the link between service quality and patient
satisfaction Questionnaire was used for data
collection. Questionnaire was reliable because it
was used in previous study in the present study
descriptive analysis used to describe the data by
using descriptive. In government Hospitals Mostly
Doctors hardly pay attention to patients who mostly
belong to the poor section of society. Because there
is no one to check their negligence and indifferent
attitude towards their patients
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Picture 1. Services quality of public hospital

Private Hospitals Public Hospitals
Mean 5D Ilean 5D
Physical Environment and Infrastructure
Hospitzl has modemn equipment. 3.9333 070872 30954 1.42250
Hospitzl has clean rooms, beds and washrooms. 4.5500 078030 3.0000 1.18722
Hospitzl cleznlimess 15 vizually appealing. 4.4000 064300 37213 0.75567
Emplovess zre dreszad properly. 40000 0.97424 29016 100005
Empathy
Faedback 1z obtamed from patents. 3.8333 1.06033% 3.6930 027622
Doctors and stzff understand vour specific needs. 42000 0.65871 3.6303 1.00055
Emplovess have problem solving attituds 40333 0.63601 3.2623 0.21440
Adequate servicas ara availabls round the clock. 3.8000 020675 34754 0.92388
Emplovess keep vou zt their best mterest 32333 0.63221 3.1630 1.17161
Assurance
Hospitzl charges are accorate. 3.4000 1.08235 38557 1.08370
Free medicine provided to nesdy people at time. 3.8332 028618 3.1475 1.24043
Patients record 1= mamtained accurataly 41333 059565 34426 102519
Patients are explamed their medical condihon | 3.2333 060208 27541 1.12035
thoroughly.
Responsiveness
Doctors and stzff are responsive 3.51487 1.07501 3.6557 1.22318
Prompt and quick sarvices are provided. 3.7000 035044 22525 1.15571
Emplovees are sbways willing fo help you 40833 0.530146 32787 1.11232
Emplovess try to reduce warting fime in services 32667 050363 3.E197 100843
IMeads of patients are attended quickly. 4.0833 0.53014 3. 7869 093300
Patients Satisfaction
I have nevar found any complain about this hospital 43167 0.65073 34008 1.18013
I am satisfied wath the oversll performance of hospatal | 4.3500 0.60576 3.7705 0.97286
I am satisfiad wath the emplovess’ cooperation. 4,300 0.56148 34262 0.72441
Aftendants are traatad well in hospital. 42331 0420320 32580 0.55200
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